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E-service process has a great impact on service quality, so how to evaluate and 
optimize the e-service process is an important issue in the business operations. In this 
paper, we analyze and evaluate the e-service process, put forward an evaluation index 
system for e-service process ，and then propose an optimization model based on the 
quality function employment theory. 
This paper introduces service blueprints in traditional service into analysis of 
e-service platform based service process, proposes service blueprint of e-service 
platform, and then, presents an optimization method for key links of e-service process 
with service blueprints. By using the e-service blueprints, this paper analyzes the 
tickets and hotel reservation process of Ctrip net, and proposes some suggestions for 
optimization. 
 This paper puts forward an evaluation index system for e-service process 
according to previous research on quality of e-service, including the cost of the 
service process from the view of service providers, the service process response, 
reliability, ease of use and empathy from the the customers. The performance function 
of e-service process has been set up based on these five indexes. With quantitative 
analysis of the responsiveness, reliability and cost, we found that the performance 
function is influenced not only by the number of the process links, but also the 
relation structure of the service process links. So we concluded that the optimization 
of the e-service process could be got by changing the relation between process links. 
At last, we propose an e-service process optimization model with resource and 
time constraints, based on the evaluation indexes of e-service process and QFD theory. 
The model could use the information in almost every part of the House of Quality 
(HOQ), balance the conflicts between the evaluation indexes, and determine the 
optimization ratio and sequence of all process links. Based on the model, the service 
suppliers can maximize the improvement of customer satisfaction degree with certain 
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